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Abstract: This study assessed the relationship between communication apprehension (CA) in
various work situations a revenue manager would face and job satisfaction and organization
commitment. The confirmatory factor analysis shows that the second-order four-factor of CA
was found to fit the data best. The structural model was tested with 241 lodging revenue
managers, using the structural equation modeling technique. The results indicate a negative
relationship between CA and specific job satisfaction variables. Revenue managers with a high
satisfaction of information also demonstrated greater organizational commitment.
Keywords: Lodging revenue managers; communication apprehension, job satisfaction,
organizational commitment, knowledge workers)
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Revenue management (RM) is widely recognized as a critical element of marketing and
pricing strategy in the lodging industry. This increased use of revenue management has
generated the need for trained, skilled individuals who can execute the revenue management
system. Central to the development of such managers is their ability to communicate in various
situations, particularly where pricing decisions must be made (Beck, Knutson, Cha and Kim;
2009).
The ability to articulate complex RM strategies or topics in a clear and concise manner in
meetings and group discussions requires a level of confidence that helps to establish credibility
with the hotel’s leadership (Beck, et.al., 2009). Communication Apprehension (CA) is a fear that
obstructs an individual’s communication with others and affects his or her ability to acquire,
succeed and be satisfied with the job (McCroskey, 2005). Recent revenue manager research
indicates that influencing others to accept one’s ideas is a training need area, which suggests a
lack of confidence in the ability to persuade others by lodging revenue managers (Beck, et.al,
2009). This inability to influence others could have a negative impact on the revenue manager’s
level of job satisfaction.
A link between communication and job satisfaction has been widely confirmed (i.e.:
Swan and Futrell, 1978, Pincus, 1986, Trombetta and Rogers, 1988). Job satisfaction is defined
as “a pleasurable or positive emotive state, resulting from the appraisal of one’s job or job
experiences” (Locke, 1976, p.1300). The fact that a revenue manager’s responsibilities include
dealing with data and ideas such as strategy, forecast data, and trends may suggest a negative
relationship with job satisfaction, due to the nature of the hospitality industry and its emphasis on
people.
https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29
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increasingly important to the success of the lodging organization. Lodging companies are
looking to revenue managers for efficient problem solving, sophisticated forecasting, and trend
analysis. The expertise required for such a position implies that revenue managers are knowledge
workers. Knowledge workers tend to have a knowledge base that is analytical and nonsubstitutable (Reed, 1996). Reed described knowledge workers as being entrepreneurial,
implying a high degree of autonomy. Extant research of knowledge workers in organizations
would suggest that revenue managers’ primary interest is the marketability of their own skills
and knowledge in the external market, rather than a commitment to the lodging organization to
which they are employed (Tam, Korczynski, and Frenkel; 2002). Drucker (1999) suggests that in
order for knowledge workers to be valuable, they must be recognized as an ‘asset’, and that they
must want to work for the organization in preference to all other opportunities.
The unique nature of the lodging revenue manager profession, combined with its relative
newness, indicates a need for in depth study into various facets of the job within the lodging
organization. The recent revenue manager research that called for additional training in
communication (Beck, et.al: 2009) set the direction for the present study. Scant research has
been conducted into the communication apprehension (CA) of hospitality workers, not to
mention lodging revenue managers. With the high degree of turnover in the hospitality industry
job satisfaction and organizational commitment are popular research areas; however little
research has been conducted with revenue managers. One of goals was to examine the factor
structure of communication apprehension using the lodging revenue manager. A second goal
was to investigate the relationship between communication apprehension and job satisfaction on
the part of revenue managers in the lodging industry. Finally, this study sought to determine
Published by ScholarWorks@UMass Amherst, 2010
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revenue managers, based on the premise that revenue managers are knowledge workers.
LITERATURE REVIEW
Cullen and Helsel define revenue management as the ‘…art and science of predicting
real-time customer demand at the micro market level and optimizing the price and availability of
products to match that demand’. (2006, p. 8). Upchurch, Ellis, and Seo (2004) discuss the
process of yield management, identifying the basic elements comprising the yield management
process, in the lodging industry. Their study surveyed general managers, front office managers,
and reservation managers. Many lodging companies have added revenue analyst, revenue
manager, and/or director of revenue management positions to their property organization charts.
While lodging revenue management has been studied extensively (Okumus, 2004 and
others), most studies have generally focused on the [1] strategic implementation of revenue
management [2] the processes followed by the revenue manager to complete his or her job, and
/or [3] gaining a better understanding about the impact of RM on customer relationship
management (CRM). Several researchers concluded that the customer will be the driving force in
future RM efforts, whereas the search for technological solutions to improve RM techniques has
driven past RM efforts (Mauri, 2007; Milla & Shoemaker, 2008). Beck et.al. (2009) focused on
the activities and the time allocated to being a successful revenue manager in the lodging
industry.
Communications skills are very important in the hospitality industry, whether interacting
with an external customer, or as part of the internal relations with organizational colleagues.
Communication Apprehension (CA) is a fear that obstructs an individual’s communication with
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2005).
McCroskey, Richmond, and Davis (1986) postulated that there are four types of CA:
Traitlike CA, Context CA, Audience-based CA, and Situational CA. Traitlike characteristics are
enduring over time, and highly resistant to change. Context CA, similar to Traitlike CA, is also a
personality type orientation regarding communication but in a specific context. Audience-based
CA derives from the idea that many people have apprehension communicating with a person
(such as a superior – the Hotel General Manager) or group (the managing committee of a hotel).
Finally, Situational CA is regarded as a short-lived feature of communication toward a certain
person or group of people. According to McCroskey et.al (1986), the four types of CA fall on a
continuum from most traitlike to least traitlike.
The classic definition of job satisfaction is “…a pleasurable or positive emotive state,
resulting from the appraisal of one’s job or job experiences” (Locke, 1976, p.1300). Although the
effect of communication apprehension on job satisfaction has been studied in other disciplines
and industries (Pitt, Berthon, & Robson, 2000; Gibbs, Rosenfeld, & Javidi, 1994; Harville,
1992), it has not been examined in the hospitality industry with respect to revenue managers.
Because of the nature of work in the hospitality industry, job satisfaction is an
extensively studied phenomenon. Recent studies on job satisfaction in the lodging industry have
addressed expatriate hotel managers, general managers, casino hotel managers and employees,
and ‘hotel managers’. (Dewald & Self, 2008; Frye & Mount, 2007; Bai, Brewer, Sammons, &
Swerdlow, 2006; Salazar, Pfaffenberg, & Salazar, 2006). No study has specifically addressed the
job satisfaction of revenue managers.
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the goals of the organization. While commitment is classified in three dimensions: affective,
normative, and continuance, affective commitment is deemed to be the best measure of
organizational commitment (Meyer and Allen, 1997). Commitment has received attention due to
the impact it has on work attitudes such as job satisfaction, turnover intentions, and performance.
Tam, Korczynski, and Frenkel (2002) asserted that knowledge workers demonstrated greater
organizational commitment when involved in the sharing of knowledge to make decisions.
Recent studies in the hospitality literature have addressed affective commitment, focusing on the
intention to turnover (Buonocore, 2010; Aktas, Alan, & Ekin, 2009; Yang, 2008; Karatepe,
Arasli, & Khan, 2007). Research into the organizational commitment of lodging revenue
managers has not been investigated.
The above discussion leads to the following hypotheses for revenue managers:
H1: There will be a negative relationship between CA and Satisfaction with Information
provided by a Superior
H2: There will be a positive relationship between Information provided by a Superior and
Organizational Commitment.
The proposed path model, displayed in Figure 1, reflects the direct and indirect effect of higherorder or second-order factor structure of CA on job satisfaction with information and
organizational commitment among revenue managers. The second-order factor structure of CA
was proposed, since other researchers (e.g., Levine & McCroskey, 1990; McCroskey, 1984)
found that the second-order factor model of CA best fits the data. The proposed model
emphasizes that the revenue managers’ CA on their organizational commitment is expected to be
mediated by their satisfaction with information.
https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29
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Figure 1 Proposed Model
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METHODOLOGY
The sample for this study was the lodging managers responsible for the revenue
management function. A web-based survey, using SurveyMonkey.com was created to collect
responses in a sufficient manner. Lodging executives from a variety of companies in the United
States were contacted, and asked to disseminate the web link to the managers responsible for the
revenue management function both at the corporate / regional level and at the property level. A
pre-alert email was sent to potential respondents, advising them an online survey link would be
arriving in their email boxes within a week. Respondents were given an incentive from the
Hospitality Sales and Marketing Association International (HSMAI) to complete the survey. A
total of 289 respondents responded to the web-based survey during May 2008. After eliminating
incomplete data, the final number of usable responses was 241.
The responding sample was relatively young and well educated. The average age of
Published
by ScholarWorks@UMass
Amherst,75
2010
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degree. Nearly 70% of the respondents reported salaries over $60,000, with half of this group
reporting an annual salary of at least $80,000. The majority of respondents held the titles of
Director of Revenue Management (42.4%) or Revenue Manager (39.6%). Respondents had
working experience averaging 7.2 years in the hotel industry including 5.2 years’ working
experience in the revenue management profession.
In terms of the measurement scales, communication apprehension was assessed using
McCroskey (1982)’s 24-item Personal Report of Communication Apprehension scale (known as
PRCA-24). This scale measures a person’s CA in four separate communication contexts: public,
small group, meeting, and interpersonal (McCroskey et al., 1986). Satisfaction with information
was measured using Wood, Chonko, and Hunt (1986)’s subscale of job satisfaction, consisting of
4 items. Organizational commitment was measured using Mowday, Steers, and Porter’s (1979)
9-item scale. Responses to all items were assessed on seven-point scales ranging from “strongly
disagree” (7) to “strongly agree” (1).
The structural equation modeling technique was employed to test the proposed model as
well as the hypothesized relationships. Following Anderson and Gerbing’s (1988) two-step
approach, a measurement model was estimated before the structural model using AMOS 17. The
measurement model allowed assessment of convergent and discriminant validity of the construct
measures. Based on the recommendations by Bollen (1989) and Hu and Bentler (1998), the
overall fit of the measurement and structural models were examined using χ2/df (< 3),
nonnormed fit index (NFI > .9), comparative fit index (CFI >.9), root mean square error of
approximation (RMSEA < .08).
RESULTS
https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29
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communication apprehension are presented in Table 1. The one-factor model and an initial firstorder four-factor model of the CA did not produce a good fit with the data. Based on the
standardized residual matrix and modification index, five items were dropped to improve the
model fit of the first-order four-factor model of the CA. The revised first-order four-factor model
of CA was a significantly better fit than the initial first-order model, ∆χ2 (100) = 451.6, p < .05
(χ2/df = 3.09, CFI = .91, NNFI = .90, RMSEA= .09). Next, the second-order four-factor model
was tested, with the remaining 19 items. The revised second-order four-factor model showed
further significant improvement in fit, ∆χ2 (1) = 76.9, p < .05 (χ2/df = 2.58, CFI = .94, NNFI =
.93, RMSEA= .05), compared to the revised first-order four-factor of the CA.
Table 2 Comparison of overall fit indices for competing models: communication apprehension
(N = 241)
Model
χ2
1622.7
One-factor model
953.9
Four-factor model
Revised four factor
451.6
model
Revised Second
374.7
order-four factor
model
* significant at p < .05

df
252
246

χ2/df
6.44
3.88

NNFI
0.69
0.83

CFI
0.71
0.85

RMSEA
0.15
0.11

∆χ2
668.8*

146

3.09

0.90

0.91

0.09

502.3*

145

2.58

0.93

0.94

0.05

76.9*

The full measurement model consists of higher-order communication apprehension
(indicated by group discussion, meetings, interpersonal conversation, and public speaking),
satisfaction with information, and organizational commitment. The full measurement model fit
was satisfactory, χ2 = 892.52 (df = 457); χ2/df = 1.95. Other goodness-of-fit indices (GFI = .92;
AGFI = .91; NNFI =.93; CFI = .93; RMSEA= .06) also revealed that the measurement model fit
the data well. As shown in Table 2, Cronbach’s alpha values were excellent for all constructs (α
Published by ScholarWorks@UMass Amherst, 2010
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[2010] Convergent validity
evaluated the degree to which a measure correlates highly with other measures designed to assess
the same construct according to Anderson and Gerbing (1988). All standardized factor loadings
ranged from .72 to .98, which are statistically at p < .01. Furthermore, all average variance
extracted (AVE) estimates in each construct exceeded .5 (Fornell & Larcker, 1981). Both
evidences support adequate convergent validity of the scale (Hair et al., 1998).
Table 2 Confirmatory Factor Analysis Results : Full Measurement Model (N = 241)
Standardized
AVE
CCR
Item-toa
loading
total
Constructs and Items
correlation
Communication apprehension
.87
.88
Group discussion
.95 (fixed)
.77
Meetings
.97(13.07)
.75
Interpersonal conversation
.88 (11.17)
.63
.52
Public speaking
.72 (10.66)
Group discussion
.75
.82
GD1
.86(fixed)
.73
GD2
.85 (16.59)
.76
GD3
.76 (13.92)
.55
.73
GD4
.54(8.80)
Meetings
.82
.90
MT1
.78 (fixed)
.74
MT2
.76 (12.83)
.72
MT3
.86 (15.09)
.80
.82
MT4
.87 (15.00)
MT5
.82 (13.82)
.77
Interpersonal conversation
.79
.88
IC1
.73 (fixed)
.70
IC2
.85 (12.79)
.76
,78
IC3
.87 (13.24)
IC4
.78 (12.00)
.74
IC5
.76 (11.60)
.73
Public speeches
.83
.90
PS1
.86 (fixed)
.81
.78
PS2
.82 (15.85)
PS3
.91 (19.43)
.86
PS4
.88 (18.62)
.84
PS5
.67 (11.90)
.64
Satisfaction with information
.91
.95
SWI1
0.82 (fixed)
.80
https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29
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.89

.84

.91

.89

.92

.96
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SWI2
0.95 (19.42)
Beck et al.: Effect of Communication
Apprehension and Lodging Revenue Managers
SWI3
0.98 (20.63)
SWI4
0.95 (19.48)
Organizational commitment
.76
.88
OC1
.85 (fixed)
OC2
.71 (12.70)
OC3
.81 (15.76)
OC4
.86 (17.18)
OC5
.84 (16.61)
OC6
.56 (9.21)
OC7
.83 (16.01)
OC8
.53 (8.67)
OC9
.89 (18.16)
* Statistically significant at p < .001

.92
.95
.93
.91
.82
.69
.77
.82
.78
.45
.79
.51
.83

In evaluating the discriminant validity, Kline (1998) recommended that each pairwise correlation
between latent variables should not exceed .95. As presented in Table 3, estimated correlations
between factors were not excessively high, ranging from -.12 to .38 providing support for
discriminant validity.
Table 3. Correlations Estimates, Means, and Standard Deviations
1
2
3
1. CA
1
2. SWI
-.21
1
3. OC
-.12
.38
1
Note: * p<.05

M

SD
5.23
2.34
2.11

0.46
0.12
0.65

Structural equation modeling was used to assess the proposed conceptual model,
following the maximum likelihood estimation method. The results of the structural equation
modeling are presented in Figure 2. The proposed structural model adequately fits the data, χ2
(458) = 893.1, p < .05 (χ2/df = 1.95, CFI = .93, NNFI = .93, RMSEA= .06). Hypothesis 1
predicted that the negative relationship between communication apprehension and job
satisfaction with information among revenue managers. Testing of H1 showed that as
hypothesized, the relationship between communication apprehension and job satisfaction with
information was statistically significant at p < .05, supporting negative effect of communication
Published by ScholarWorks@UMass Amherst, 2010
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managers’ job satisfaction with information positively influences on their organizational
commitment. The standardized path was also statistically significant, supporting H2. The
proposed structural model indicates that the effect of communication apprehension on
organizational commitment was indirect, which was mediated by job satisfaction with
information. The size of indirect effect of communication apprehension on organizational
commitment (β = 0.08), when calculated, was relatively smaller than the size of the direct effect
of job satisfaction on organizational commitment (β = 0.38). This pattern of result demonstrated
that the job satisfaction with information played a mediating role as well as influencing
organizational commitment directly (Baron & Kenny, 1986).
Figure 2. Structural Model Analyses (N = 241)
Group
Discussion
.95*
Meetings
.97*
Communication -.21*
Apprehension
.88*

Satisfaction
with
information

.38*

Organizational
commitment

Interpersonal
Conversations
.72*

Public
Speaking

χ2 = 893.1, df = 458, χ2 / df = 1.95, NNFI=.927, CFI=.933. RMSEA = .063. * p<.05

DISCUSSION AND FUTURE RESEARCH
The results of this study suggest that situational communication apprehension plays a role
https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29
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supervisors about their performance for the purpose of development, thus negatively impacting
their job satisfaction. The finding from this study that job satisfaction is a mediator between
communication constructs and organizational commitment is consistent with earlier findings
(Yousef, 2002).
This study asserts that the revenue manager is a knowledge worker, one that brings
benefit to an organization by identifying trends in the market place, analyzing data to establish
relationships, using divergent thinking, and creating new strategy. These benefits require the
ability to communicate in a variety of situations without apprehension. This portends a large
issue in recruitment and retention: revenue managers that have the skills to confidently
communicate, and create synergies among various teams in strategic group discussions and
meetings must be given feedback to develop, which increase the likelihood they will be
committed to the organization for which they work.
Revenue managers must overcome the resistance from those supervisors that feel that the
revenue management process is solely to provide a recommendation versus the reality of the
amount of information that they have at hand which drive their strategic recommendations. The
less resistance, the greater the job satisfaction, which in turn increases the affective commitment
the revenue manager holds for the organization. Failure on the part of management to view the
revenue manager as an asset (as Drucker put it) with great information resources will increase
the likelihood toward turnover (Buonocore, 2010).
While this study takes an initial step towards better understanding the job satisfaction and
commitment of professionals in the revenue management field, there are other areas that were
not addressed in this project, but will need to be taken up in future studies. What is not known is
Published by ScholarWorks@UMass Amherst, 2010
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organizational commitment of revenue managers. Furthermore, there has been little research in
hospitality investigating the relationship between job satisfaction and job performance. Because
of the need to influence others, especially superiors, a direction for future research could involve
Leader – Member Exchange (LMX).
REFERENCES
Aktas, A., Alan, A., & Ekin, Y. (2009). What are the effects of dyadic relationships on
organizational commitment? Tourism Analysis, 14(1), 103-113.
Anderson, J., & Gerbing, D. (1988). Structural equation modeling in practice: a review
and recommended two-step approach. Psychological Bulletin, 103(3), 411-423.
Bai, B., Brewer, K., Sammons, G., & Swerdlow, S. (2006). Job Satisfaction,
Organizational Commitment, and Internal Service Quality: A Case Study of Las Vegas
Hotel/Casino Industry. Journal of Human Resources in Hospitality & Tourism, 5(2), 3754.
Baron, R., & Kenny, D. (1986). The moderator-mediator variable distinction in social
psychological research: Conceptual, strategic, and statistical considerations. Journal of
Personality and Social Psychology, 51, 1173-1182.
Beck, J., Knutson, B., Cha, J., Kim, S. (2009) Developing Revenue Managers: A
Challenge for the Lodging Industry. Proceedings of the 2009 International
Council on Hotel, Restaurant, and Institutional Education (CHRIE) Conference, USA.
Boles, J., Madupalli, R., Rutherford, B., & Wood, J. (2007). The relationship of facets of
salesperson job satisfaction with affective organizational commitment. The
Journal of Business & Industrial Marketing, 22(5), 311-321.
Bollen, K. (1989). Structural equations with latent variables. New York: John Wiley.
Bryman, A., & Cramer, D. (1997). Quantitative data analysis with SPSS for Windows.
London: Routledge.
Buonocore, F. (2010). Contingent work in the hospitality industry: A mediating model
Of organizational attitudes. Tourism Management, 31(3), 378-385.
Chen, M.. (2009). Validation of the Wood's Job Satisfaction Questionnaire among
Taiwanese Nonprofit Sport Organization Workers. Social Indicators
Research, 94(3), 437-447.
https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29

14

14

Beck et al.: Effect of Communication Apprehension and Lodging Revenue Managers

Choi, S., & Kimes, S. (2002). Electronic distribution channel's effect on hotel revenue
management. Cornell Hotel and Restaurant Administration Quarterly, 43(3), 23-31.
Cullen, K. & Helsel, C. (2006). Defining revenue management. McLean, VA: Hospitality Sales
and Marketing Association International.
Dewald, B., & Self, J. (2008). Cross Cultural Training for Expatriate Hotel Managers: An
Exploratory Study. International Journal of Hospitality & Tourism Administration, 9(4),
352-364.
Drucker, P. (1999). Management challenges for the 21st Century. New York: Harper Business.
Ferguson, R.D., & Cox, T. (1993). Exploratory factor analysis: a user guide.
International Journal of Selection and Assessment, 1, 84-93.
Fornell, C., & Larcker, F. D. (1981). Evaluating structural equation models with unobservable
variables and measurement error. Journal of Marketing Research, 18(1), 39-50.
Frye, W., & Mount, D. (2007). An Examination of Job Satisfaction of General Managers
Based on Hotel Size and Service Type. Journal of Human Resources in
Hospitality & Tourism, 6(2), 109-134.
Gibbs, V., Rosenfeld, L., & Javidi, M. (1994). On the job relationships among self reported oral
communication apprehension, job satisfaction, and organizational citizenship behaviors.
Communication Research Reports, 11(2), 209-220.
Hair, J., Black, W., Babin, B., & Anderson, R. (2009). Multivariate data analysis,
seventh ed. Upper Saddle River, NJ: Person.
Harville, D. (1992). Preson/job fit of communication apprehension in organizations.
Management Communication Quarterly, 6, 150-165.
Hatcher, L. (1994). A step-by-step approach to using the SAS system for factor analysis
and structural equation modeling. Cary, NC: SAS.
Hu, L., & Bentler, P. (1998). Fit indices in covariance structure modeling: sensitivity to
underparameterized model misspecifications. Psychological Methods, 3(4), 424-453.

Karatepe, O., Arasli, H., & Khan, A. (2007). The Impact of Self-Efficacy on Job Outcomes of
Hotel Employees: Evidence from Northern Cyprus. International Journal of Hospitality
& Tourism Administration, 8(4), 23-46.
Levine, T., & McCroskey, J. (1990). Measuring trait communication apprehension: a test of rival
measurement models of the PRCA-24. Communication Monographs, 57(1), 62-72.
Published by ScholarWorks@UMass Amherst, 2010

15

15

International CHRIE Conference-Refereed Track, Event 29 [2010]

Luciani, S. (1999). Implementing yield management in small and medium sized hotels: an
investigation of obstacles and success factors in Florence hotels. International Journal of
Hospitality Management, 18, 129-142.
Mauri, Aurelio G. (2007). Yield management and perceptions of fairness in the hotel business.
International Review of Economics, 54(2), 110-114.
Mathies, Christine & Gudergan, Siegfried. (2007). Revenue management and customer centric
marketing – how do they influence travelers’ choices. Journal of Revenue and Pricing
Management, 6(4), 331-347.
McCroskey, J.C. (2005). An introduction to rhetorical communication(9th ed.). Boston, MA:
Allyn and bacon.

McCroskey, J., Richmond, V. & Davis, L. (1986). Apprehension about communicating with
supervisors: A test of a theoretical relationship between types of communication
apprehension. The Western Journal of Speech Communication, 50 (Spring 1986), 171182.
McCroskey, J.C. (1982). An Introduction to Rhetorical Communication (4th ed.).
Englewood Cliffs, NJ: Prentice Hall.
Milla, S., & Shoemaker, S. (2008). Three decades of revenue management: What's next? Journal
of Revenue & Pricing Management, 7(1), 110-114.
Meyer, J.P. and Allen, N.J. (1997), Commitment in the Workplace. Thousand Oaks, CA: Sage
Publications
Mowday, R., Steers, Rm., & Porter, L. (1979). The measurement of organizational
commitment. Journal of Vocational Behavior, 14(2), 224-247.
Okumus, F. (2004). Implementation of yield management practices in service organizations:
empirical findings from a major hotel group. Service Industries Journal, 24(6), 65-89.
Pincus, D. (1986). Communication satisfaction, job satisfaction, and job performance. Human
Communications Research, 12, 395-419.
Pitt, L., Berthon, P., & Robson, M. (2000). Communication apprehension and perceptions of
salesperson performance: A multinational perspective. Journal of Managerial
Psychology, 15(1), 68-82.

https://scholarworks.umass.edu/refereed/CHRIE_2010/Friday/29

16

16

Porter, L.W., Steers,Beck
R.M.,
R.T. andApprehension
Boulian, and
P.V.
(1974),
“Organizational
et al.: Mowday,
Effect of Communication
Lodging
Revenue
Managers
commitment, job satisfaction and turnover among psychiatric technicians”, Journal of
Applied Psychology, Vol. 59 No. 5, pp. 603-609.
Rose, R., Kumar, N., & Pak, O. (2009). The Effect Of Organizational Learning On
Organizational Commitment, Job Satisfaction And Work Performance. Journal of
Applied Business Research, 25(6), 55-65.
Salazar, J., Pfaffenberg, C., & Salazar, L. (2006). Locus of Control vs. Employee Empowerment
and the Relationship with Hotel Managers' Job Satisfaction. Journal of Human Resources
in Hospitality & Tourism, 5(1), 1-15.
Swan, J. & Futrell, C. (1978). Does clear communication relate to job satisfaction and
self confidence among sales people? Journal of Business Communication, 15(4), 39-52.
Tam, Y.M., Korczynski, M., & Frenkel, S. (2002). Organizational and occupational
commitment: Knowledge workers in large corporations. Journal of Management
Studies, 39, 775-801.
Trombetta, J. & Rogers, D. (1988). Communication climate, job satisfaction, and
organizational commitment: The effects of information adequacy, communication
openness, and decision participation. Management Communication Quarterly, 1,
494-514.
Upchurch, R., Ellis, T., & Seo, J. (2004). Applying the hierarchical cluster analysis
procedure upon the process of yield management: a comparative study. The
Journal of Travel and Tourism Marketing, 16(4), 47-58.
Wood, V., Chonko, L., & Hunt, S. (1986). Social Responsibility and Personal Success:
Are they compatible? Journal of Business Research, 14, 193-212.
Yang, J. (2008). Effect of newcomer socialization on organizational commitment, job
satisfaction, and turnover intention in the hotel industry. Service Industries
Journal, 28(4), 429-443.
Yousef, D. (2002). Job satisfaction as a mediator of the relationship between role stressors and
organizational commitment. Journal of Managerial Psychology, 17, 250-266.

Published by ScholarWorks@UMass Amherst, 2010

17

17

